An analysis on the service quality performance by Seri Warisan Resort / Rosdadawiyad Omar by Omar, Rosdadawiyad
AN ANALYSIS ON THE SERVICE QUALITY
PERFORMANCE BY SERI WARISAN RESORT
ROSDADAWIYAD BT OMAR
2003478278
Submitted In Partial Fulfillment
of the Requirement for the
Bachelor of Business Administration
(Hons) Marketing
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
MELAKA
2006
LETTER OF TRANSMITTAL
April 2006
The Head of Program
Bachelor of Business Administration (Hons) Marketing
Faculty of Business Management
Universiti Teknologi Mara
78000 Alor Gajah
Melaka
Dear Madam,
SUBMISSION OF PROJECT PAPER
Attached is the project paper titled "AN ANALYSIS ON THE SERVICE QUALITY
PERFORMANCE BY SERI WARISAN RESORT" to fulfill the reqUir~ment as need~d
by the Faculty ofBusiness Management, Universiti Teknologi Mara.
Thank you.
Yours sincerely,
ROSDADAWIYAH BT OMAR
2003478278
Bachelor ofBusiness Administration (Hons) Marketing
DECLARATIO,N ORIGINAL WORK
BACHELOR OF BUSINESS ADMINISTRATION (HONS) MARKETING
FACULTY O'F BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
MELAKA
"DECLARATION OF ORIGINAL WORK"
I, Rosdadawiyah bt. Oroar, (lIe Number: 840714-04-5166)
Hereby, declare that,
--- ._--------------.- ----1bis..-work-has--notpreviollsly--beenaccepted-in-substance-for-any degree, locally-------
or overseas and is not being concurrently submitted for this degree or any other
degrees.
• This project paper is the result ofmy independent work and investigation, except
where otherwise stated.
• All verbatim extracts have beell distinguished by quotation marks and sources of
my information have been specifically acknowledged.
Signature: Date: ~ fvI AY~O() b
TABLE OF CONTENT
ACKNOWLEDGEMENT
LIST OF TABLES
LIST OF FIGURES
ABSTRACT
CHAPTERS
1. INTRODUCTION
PAGE
iv
viii
x
xi
1.1 Background of Study 2
1.2 Background Of Company 3
1.2.1 Mission 4
1.2.2 Motto 4
1.3 Problem Statement 4
1.4 Significant On Study 5
1.5 Research Objective 6
1.6 Research Question 6
1.7 Scope Of Study 6
1.8 Limitation 7
1.9 Definition of Terms 7
2. LITERATURE REVIEW
2.1 Definition ofResort 11
2.2 Definition of Service 12
2.3 Concept of Quality 13
2.4 Customer Service 14
2.5 Service Quality 15
2.6 Characteristic of Service 15
ABSTRACT
This research is study on service quality at Seri Warisan Resort. Service is an act
or performance that creates benefit for customers by bringing about a desired change in-
or on behalfof-the recipient. Quality is the degree to which a service satisfies customers
by meeting their needs, wants and expectation. The objectives of the research are to know
the customer awareness, to know the level of service and know the guest perception on
the service provided. This study identifies the four hotel factors which are staff service
quality, general amenIties, room quality and value. The data are collected by distributed
100 questionnaires to 100 respondents. Respondents are the guests who visit the resort. A
questionnaire with five-point Likert Scale is applied to measure customer satisfaction.
Data is analyzed using SPSS software by frequency distribution, mean and cross
tabulation. For the finding of this study, most of Seri Warisan Resort guest, feel moderate
with the service provided. In order to achieve the guest expectation, Sen Warisan Resort
can improve their service time to time.
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